Guide to Improving Your Communication

In PART 1, you created action plans that addressed the difference between TECHNICAL CHALLENGES and
ADAPTIVE CHALLENGES. We discussed how problems often arise not because people don't care, but because
we respond in the wrong way.

For example, customers may feel unheard or frustrated when we treat a complex concern as if it needs a
quick or simple answer. At other times, we may try to address a deeper concern by proving only information.

How we respond to a question can make the difference between a customer feeling supported and satisfied
and a customer feeling frustrated and misunderstood.

In this section, we introduce two types of responses: technical and adaptive. Understanding the differ-
ence can help you respond more effectively, reduce frustration, and prevent extra work later.

TECHNICAL RESPONSE ADAPTIVE RESPONSE

“Here is the answer or the step-by-step solution.” “Let’s understand what'’s underneath this—and
work through it together.”

Answers a question by providing Answers a question by addressing
facts, instructions, or known the underlying beliefs, fears,
solutions. It assumes the question R —— ——— - values, or concerns beneath the

can be addressed with existing

surface. It recognizes that the
knowledge or a straightforward fix.

real issue may not be the literal
question being asked.
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Solves a clear, defined problem
Uses established procedures or

e Surfaces the deeper meaning
behind the question

¢ Acknowledges emotions, trust, or

expertise .
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1ves nformation, steps, or e Helps people reflect, learn, or
resources
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e Requires dialogue, not just
information

¢ Often doesn’t have a single
“right answer.”

EXAMPLES H
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¢ Does not require people to rethink
their beliefs or change behavior

4 A PARENT ASKS: )
“To register for school, bring your ID and proof of “Why wasn’t I told about this earlier?”
address to the main office.” “Tt sounds like you're feeling left out of important
“To get an interpreter, call this number two days before information. Can you tell me more about when this has
the meeting.” happened before? Making sure families feel fully informed is

. . . important to us.”
“Your child’s grades are in the Parent Portal. Here is how P

to log in.” A STAFF MEMBER ASKS:

“Why do we have to change how we do conferences?”
“Tt sounds like this change feels disruptive. What part feels
most challenging? Let’s talk through what's shifting and why.

“To register for school, bring your ID and proof of
address to the main office.”
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